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Opening – Service Profit Chain

Adapted from: Service Management Interest Group
Harvard Business School
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Harvard Business School

Leadership
Internal
Service
Value

Employee
Loyalty

Employee
Retention

Employee
Productivity

External
Service
Value

Customer
Satisfaction

Customer
Loyalty

Profitability

Revenue
Growth

The productivity and retention of our employees is directly linked to our 
customer loyalty – and ability to grow and be profitable. 

Our leadership imperative is to create the environment 
which engenders and ensures performance.
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Customer Σxperience:

The sum of all activities performed in 
satisfying a customer’s needs.

Are you acting in 
ways that matter 

to your 
customers?

What is Customer Experience?
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Customer Experience Model

Employees Customer

Industry
Leveraging insight and data 
from three key groups of 
individuals delivers the ideal 
future state.
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A Highly Loyal Customer is 
Invaluable

Adapted from Harvard Business School
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Or Recommend

16

Extremely Satisfied/
Definitely Repurchase

And Recommend
Loyalty Index

Sh
ar

e 
of

 W
al

le
t

100%

80%

60%

40%

20%

Zone of Indifference

At Risk/Defector

Zone of Defection

Zone of Affection

Apostle/Loyalists

193 15 18 21
ApostleIndifferentAt-Risk



© Hunter Business Group, LLC
7

Overall Loyalty Driver Model 
(w/Attributes)

Customer
Share

Customer
ShareLoyaltyLoyalty

Knows 
Products
Knows 

Products

Keeping 
Commitments

Keeping 
Commitments

Frequency 
of Visits

Frequency 
of Visits

Puts in Touch
with Technical
Puts in Touch
with Technical

Informs of 
New Products
Informs of 

New Products

Looking Out
for Customer
Looking Out
for Customer

Knows Customer
Manufacturing Process

Knows Customer
Manufacturing Process

Resolves 
Problems
Resolves 
Problems

Initiative to
Contact

Initiative to
Contact

Account 
Relationship

Account 
Relationship

Service & 
Communication

Service & 
Communication

Quality, 
Dependability

Quality, 
Dependability

Distributor
Logistics

Distributor
Logistics

Distributor
Prod Service
Distributor

Prod Service

Distributor
Relationship
Distributor

Relationship

Attributes Drivers
In B2B, the key for 

acting on loyalty data for 
is having data at the 

Account Level!
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What are drivers?

Importance Performance

.35

.34

3.27

3.06

.33 3.18

.19 3.00

Driver:  a 
collection of related 

activities that 
statistically 

“explain” behavior 
in terms of loyalty

Account 
Relationship
Account 

Relationship

Service & 
Communication

Service & 
Communication

Quality, 
Dependability

Quality, 
Dependability

Distributor
Logistics

Distributor
Logistics

Identifies the handful of key 
drivers, which truly impact 
loyalty – along with current 

performance (as rated by your 
clients) and the relative 

importance of each of the 
drivers
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What are attributes?

Importance Performance

.35

.34

3.27

3.06

.33 3.18

.19 3.00

Keeping
commitments

Keeping
commitments

Frequency of 
In person visits
Frequency of 

In person visits

Puts in touch with
technical contact

Puts in touch with
technical contact

Informs of new
services

Informs of new
services

This next level of detail makes 
the model truly actionable – by 
defining, in clients’ own words 

– the specific activities that 
define each driver

Attribute:  
Specific, 

measurable, 
actionable items 

that result in 
satisfying a driver.

Output is an Account-level model which provides 
confidence around where to plan and invest in loyalty
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Priorities

Customer
ShareLoyalty

Driver

Driver

Driver

Driver

Driver

Attribute

Attribute

Attribute

Attribute

Plan & Invest

Execute
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Employee Loyalty

Adapted from: Service Management Interest Group
Harvard Business School
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The loyalty of our employees is directly linked to our 
customer loyalty – and ability to grow and be profitable. 

Our leadership imperative is to create the environment 
which engenders and ensures loyalty.
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LoyaltyLoyalty

Professional 
Development 
Professional 
Development 

Coaching is provided 
to develop skills

Coaching is provided 
to develop skills

Promotions go to 
the right people

Promotions go to 
the right people

Manager support of 
career goals

Manager support of 
career goals

Employee performance 
is discussed

Employee performance 
is discussed

Opportunities 
for Advancement
Opportunities 

for Advancement

Employer Commitment 
to Career Growth

Employer Commitment 
to Career Growth

External Training 
Available

External Training 
Available

Adequate Job TrainingAdequate Job Training

Employee
Development

Employee
Development

CommunicationCommunication

QualityQuality

Compensation 
& Benefits

Compensation 
& Benefits

Policies &
Practices

Policies &
Practices

Working 
Conditions
Working 

Conditions

Key Drivers of Employee Loyalty
With Example of Attributes that Compromise a Driver
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How Do We Do It:
Impacting Loyal Employees

Strategic Insights:
Methodology must begin with enabling leadership to lay the foundation for success.  
Research instrument allows for a differentiation between pain points and significant drivers 
and actionable attributes of employee loyalty.  
End result is a strategic implementation through enhanced organizational alignment and 
resource deployment.  

Build A 
Systematic

Follow-Through

Identify Key
Drivers

Prioritizing 
Drivers 

& Attributes

Enabling 
Leadership

Employee 
Feedback Loop

Loyal 
Employees

Identify the key drivers 
of our employee 
loyalty – and separate 
these from the surface 
“pain points” or table 
stakes

Build a 
systematic 
follow-through 
for actions to 
address the 
drivers
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Performance Management = 
Systematic Follow-thru

See handout
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Johnson Controls Case Study

Conduct Skill Assessments 
& Build Competency

Model

Improving Talent 
Effectiveness

Understanding
Employee Loyalty

1. Gather Customer Input on Loyalty Drivers
VOC Research Tool

2. Benchmark Industry Leaders – Methods and Tools
CSO Benchmarking Tool

1. Benchmark Successful Salespeople
2. Define Behavioral Traits for Success

Position Definition & Profiling Tool
3. Define Metrics and Performance 

Management Process
Performance Management Tool

1. Create Individualized Learning 
Maps
On-Boarding Program & Mentoring
Jump Start Certification Tool

1. Gather Employee Input 
VOE Research Tool

Understanding
Customer 

Needs
And

Industry
Best 

Practices
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Johnson Controls Case Study 

Sales Rep 
Development 

Process

Internal 
Examples

- Ride-alongs
- Logs
- Ranking current 
Performers

Customer  
Examples

- Interviews with 
Customers

Industry 
Example

- Interviews

Position 
Development 

Workshop

Activity Profile

Drive Activities

Summary of 
Best Practices

Behavioral 
Assessment 

Tool

Manager’s 
Training

Field 
Assessments

- New Hires
- Existing Staff

Competency 
Model
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Sample Analysis Results:

Defining Activity Profiles by Role

2

3

Profile 1

• Focuses time on a select 
few activities

• Perform activities that have 
the greatest impact on 
performance

Profile 3

• Less focused than Profiles 
1 & 2 in allocating their 
time

• Sales performance 
hindered by inefficiencies 
in transitioning tasks
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% of Revenue to Goal

Activity Profile #1 has highest performance 
across all measures and percent of goal, with 

an observed higher level of effort

Note: performance measures are through September 2007.

1. Understanding Customer 
Needs & Industry Best

Practices

1

1

Activity Clusters Form
Profiles

Profile 2

• Less focused than Profile 
1 in allocating their time

• Perform activities that are 
both advantageous to and 
hindering sales 
performance 

2

3
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In summary…
Good people + poor process = inability to capitalize on skills
Good process + wrong people = inability to execute successfully

Good people + Good process = Achievement of 
Goals for all!
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Where can I go for more 
information?

Hunter Business Group
4650 N Port Washington Road
Milwaukee, WI  53212
414-203-8060

Contacts:
Cate Phillips
Nedra Pope


